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Position Title:  Front Office Manager
Immediate Supervisor:  Assistant General Manager

Rev.  3/2016
Position Summary:

The Front Office Manager is fully responsible for the operations of the Front Desk, Night Audit and Transportation sub-departments. The Front Office Manager must understand how the standards of our hotel, Embassy Suites and Hilton Worldwide dictate the level of pre-planning, warm welcome and personal attention that must be delivered to each of our guests.  The Front Office Manager is expert on the OnQ PM system, Hotel Database Maintenance, OnQ Insider Intranet, HHonors database, Guest Dossier.  The Front Office Manager plays key roles in Accounts Receivable, Quality Assurance and Training Tracking.  The Front Office Manager participates in Hilton / Embassy brand sharing of best practices, refinement of procedures, loyalty program enrollment and enhancements.

Essential Functions:
· Personal:  timely completion and staying current on all Embassy mandated training and certifications for Managers; exemplify the concepts of integrity, personal responsibility and accountability; highly professional in behavior, communication, attire; demonstrate an understanding of quality, consistency and attention to detail as it relates to our industry.

· Divisional strategy:  hiring, training and performance management such that the overall expertise and capability of our team is continuously improving (metrics:  SALT, QA, TripAdvisor, payroll efficiency).  As our team evolves, manage the process so that we incorporate additional skills, knowledge, best practices so that our team as a whole evolves with the needs of the hotel and is better able to exceed the expectations of our guests & clients.

· Implement a new-hire / on-boarding / training process so that all brand mandated training (QA) and hotel specific training is tracked and completed for the department.

· Follow the New Hire process as established by the company, and complete necessary safety training and briefings.

· Exercise judgment and direction in maximizing revenue, resolving any guest issues within hotel parameters (an immediate resolution that is acceptable to the guest is always preferred).

· Operational strategy:  based on anticipated business needs and budget target expenditure levels, develop a schedule that places the best qualified team members in the appropriate stations at the anticipated times.  Understand the job descriptions and duties of each position in the Guest Services / Front Office department, the essential roles that they must play.

· Understand the interrelationship and communication that must exist between the Front Office and other hotel departments so that we can consistently exceed the expectations of our guests.  

· Understand the need to balance expenses vs budgets and forecasts, both in payroll and operating expenses.  Monitor inventories and order necessary operating supplies.

· Based on operating needs, be at the Front Desk, even while performing other functions while on station.

· Leadership and Training:  Maintain a continuing program of meetings, training and development so that we can manage transitions effectively.  Administer periodic incentive programs designed to encourage specific behaviors on the part of our team.

· Accounts Receivable:  working with the Sales Managers, GSAs and HR clerk, generate invoices, post payments, monitor aging and keep the A/R current.

· Credit Card transactions:  address any guest questions, charge inquiries, chargebacks through the credit card processing system.  Maintain security of credit card numbers, authorization forms, and related secure communications.

· Key card system: Be expert on the key card system; maintenance and updates as needed (supplies, updating of database, lock cleaning schedule, emergency keys)

· Phone system / Printer:  Liaison with telephone system vendor for maintenance, monitor the operation and information on the printer

· LodgeNet:  Movie interface and billing.
· Highlight pertinent information to team members re:  special operational needs, VIPs, group arrival, transportation needs, planning for special departures (late departures, luggage storage, transportation), special Internet access codes, weather preparation, anticipated challenges. 

· Directly deal with any guest issues as appropriate, from billing and rates to directions and area activities and options.

· Monitor hotel facilities by conducting periodic inspections of business center (equipment vendor is Uniguest), swimming pool lobby and breakfast area, parking lots and lighting, outdoor areas, and the like.

· Contribute to a team culture that fosters continuous improvement, mutual cooperation, loyalty & stability, superior service to guests and team alike.  

· Ensure that brand standards of operations, safety, services are maintained at all times.  

· Ensure that all processes at Front Desk are executed correctly so that revenues are protected, checks & balances in place.  Regularly follows financial control procedures for cash, vouchers, inventories and receivables. 
· Assist with group information entry as requested by Sales Team; ensure the posting of charges for banquet events as needed.

· Coordinate effectively with Housekeeping to fulfill all guest requests in a timely manner, follow up to ensure completion, offer alternatives where we are unable to meet exact requests.

· Coordinate with Engineering Team for responsiveness to guest needs and to maintain all aspects of the hotel in a “like new” condition.

· Hold monthly staff meetings to discuss front desk issues and continually train the front desk to further develop their skill set.
· Uses creative management skills to solve guest and team member problems. Ensures compliance with company standards to ensure consistent high quality guest relations. 
· Administer progressive discipline in such a way that desired behavior changes are achieved.
· Act as hotel MOD when scheduled.
· Greets customers immediately with a friendly and sincere welcome, uses a positive and clear speaking voice, listens to and understands requests, issues, and situations from both guests and team members. 
· Other duties as assigned, of which the associate is capable of performing.

ADDITIONAL RESPONSIBILITIES 

Exercise complete direction of the Guest Services Department and contribute to the hotel’s primary goal of providing hospitality and exceed guest expectations for levels of service, quality, consistency and attention to detail – all team members are evaluated against this standard.  Be aware of, act on and/or report any issue that affects safety of guest or team member.
A hotel operates 365 days a year, 24 hours a day.  During the course of your job, you may be asked to assist in areas of the hotel or with projects outside of your typical work areas.
Know why competitors are successful in our market and can directly market/sell against that competitor.  Understand the parameters within which to make rate decisions based on occupancy levels, and when to consult with senior team member.

Requirements:

· High school diploma (or GED) is desired; at least two to three years of related management experience
· A two or four year degree in related field is strongly preferred
· Physical requirements include the ability to climb stairs and stand/walk for extended periods of time; lift up to 50 pounds occasionally; and function in an active work setting with fluctuating temperatures.
· Ability to speak, read, write and understand the English language 
· Ability to perform mathematical computations such as adding, multiplying, calculating room rates, taxes, percentages.
· Ability to give and follow directions accurately and efficiently.
· Possess good communication skills, both verbal and written 

· Ability to effectively deal with internal and external customers, some of whom will require high levels of patience, tact and diplomacy to diffuse anger, collect accurate information and resolve conflicts. 
· Ability to effectively deal with associates requests and complaints.
· Ability to meet deadlines and work well in pressure situations

· Commitment to exceptional guest service 
· Great positive attitude.
I have received a complete copy of the job description and understand the requirements of the job.  This job description has been reviewed with my Supervisor.  

Employee’s Signature: _____________________________________________________

Employee Name (Please Print): ______________________________________________

Date Received: _______________________

Supervisor’s Signature: ____________________________________________________

Supervisor Name (Please Print): _____________________________________________

Date Reviewed: ________________________
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